
Perceptions or Cost or Monthly Service

o As Factor Affecting Perceived Affordability

Highli,hts

Perceptions of the monthly cost also affect perceived affordability:

J'

Took 5.8

'Those who say telephone service would be "very easy" to afford expect their montbIy telephone bill to be lower on average than
those who say telephone service would be "difficult" to afford. As noted earlier, they also think the cost of installation and
deposit would be lower than those who think it is ditTlCult to afford.

What is not known is the causal relationship, i.e. does the "very easy" group feel telephone service is affordable because they
anticipate lower costs or do people who anticipate lower costs thcnime think it is more affordable?

To answer this question, we examine affordability by perceived cost of monthly telephone service. (See foUowing pages.)
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PerceptIons ofeost ofMonthly Service
• As Factor Affecting Perceived Ajfordability

Non-Cultomers
-

Perceived Affordibility --.. SImI.Mu DIffIGIdt
% % %

Think monthly bill would be (a) -

Less than $10 11 2 3
$10 -19 21 12 12
$20-29 22 20 9
$30 -49 17 30 24
$50 or more 15 25 40

MeanS

Don't know, no idea 14 12 11

Mtan $ other costs -
Phone itself ($) 43 30 39
Start service ($) 49 64 61
Deposit required (%) ~ ~ 1Q

Deposit ($) 59 78 78
Base (t78) (t86) (t42)

(0) "After the phone line is turned on, thinking about how you would use the phone"
Soun:I: 0.52. 11,14, 5ICHCf Field Research Corporation
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Perceived AtTordability of Telephone Service by Perceived Costs Table 5.9

Tables S.9A (opposite) and S.98 (on the following page) show the perceived affordability of telephone service by the amount the
respondent expects to have to pay for (a) the phone itself, (b) to start service, (c) the deposit and (d) the monthly bill.

I NOTE: Montbly bill is alton on the~ pegtJ.. 1

HiIIdWUs

First, there is a gIIIeI1I1 tendency for respondents to say that whatever amount they expect to .., would be at least somew"t
easy for them to aft'ord. 11Ios, to some degree at leist, Maffordllbility" is in the mind of the individual.

Still, dIere are sizeable segmeaU who would find it "difficult" to afford what they think they would have to ..y.

For the cost of the telephone, tIIire is an increase in pen:entqel thinkiRI it weuId be difficult at S30 and over.

For the cost to start service, the increase in perceDtIFS thinIcina it would be difficult are not sipificant eVeR at SSO plus.

For the deposit, an increase occun at SSO and over.

For the monthly biD, a substantial increase occun at SSO to S99 but no further increase at SIOO and over.

NOTE: 1be main findinl here is that people tend to think they could afford what they would expect to pay to a large extent
rqanliess of what they expect to pay.
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Perceived Affordability ofTelephone Service
• by Perceived Costs - Phone, Installation, Deposit

l

IIIVery easy II Somewhat easy III Difficult I
Cost of phone

100 i •

Cost to start service
100 i •

Deposit
100 i i

None Under $50 $50 plus

73

o

6971

o
Under $30 $30-49 $50 plus

71

o

Under $20 $20·29 $30 plus
,..124 ,..112 ,..110 ,..111 ,..130 ,..155 ,..111 ,..122 ,..141

SolRe: ' .... 251... Field Research Corporation !!!!!!!!!!!!!!!!!!!!!~~!!!!!!!!!!!!!!!!!!!
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Pl:t~·t Experience wIth Phone ServIce
• As Factor Affecting Perceived Affordability

Non-Customer•

Have had phone service (a)

Among thOle who have hIIIl ­

Mean $ (Avg. monthly bill)

Special reduced rate
Not special reduced rate

Phone company disconnected

8Ise

....
Perceived AffonIability -
.... iImt.IIU JIIfImdl

'0 % %

73 69 62

141 150 115

49 45 32
36 47 56

41 52 48
(127) (133) (16)

Never had service (a) 27 31 38

Among this group -

Have tried to get 31 21 19
Have not 69 79 81

8IIe (51) (53) (56)

I:I AI
..." ....;: ....:ClD.. 27••• :ee' FWd lIe_reh Corpol'lltlon ~!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!~
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Perceived Affordability ofTelephone Service
• by Expected Monthly Bill

1_Very easy _ Somewhat ~asy II Difficult I
Expected Monthly Bill

100 , i

(

o
Under
$20
n-I3

$20­
29
n-87

$30­
49

n-124

$50­
99

n-1l15

$100
plus
n-5I

SotIce:T.... 2IlI Field Research Corporation ~~!!!!!!!!~!!!!!!!!!!!!!!!!!!!!!!
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Examines:

112567\NptWoor\c6rev

Chapter 6.0 Reasons Given for Not Having Telephone Service

R~asons volunteered for not htlving t~lephoM s~rvice (open-end)

Evaluation of 17 specijic, possible reasons for not htlving t~lephoM servic~, i.e. is this a reason or
not and, if so, is it a big ptJ1f 01tM reason or only a mrall ptJ1f

Focwsu only on respondents' stat~ reasons for not having t~lep1ltJM service
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Perceived Affordability of Phone Service: Matched Customers Table 5.14

Matched customers who say they find telephone service less than "very easy" to afford were asked a series of questions to
detennine the size of the group. within current customers. who could be considered to be on the borderline of being able to
continue to afford telephone service.

The table opposite shows responses to this series of questions.

Highlights

As noted previously, while most matched customers find it easy to afford telephone service, a minority fmd it difficult to do so:
17 % of the total (as compared to 25 % of non-customers who think it would be difficult to afford).

In all, 39~ of the matched customers say they find it less than very easy to afford telephone service. When this group is asked
if they have ever had any financial difficulty paying their telephone bill, about half of them say they have. This translates to
19% of all matched customers who say they have had financial diffICulty paying their bill, comparable to the 11~ who say they
find it "diffICUlt" to afford telephone service.

About half of the 19~ have such difficulty at least somewhat often.

Thus, among the matched customers, there is about one in ten (10~) or so who "often" have difficulty paying the bill and
another one in ten (IO~) who has such difficulties on occasion, but not often.

The percentage having difficulty is highest among LD Hispanics (26~) and lowest among NLD Hispanics (12~). It is 20% for
White and 11~ for Black matched customers.

II2567\reptWoor\c5rev 79



Reason(s) Do Not Have Phone Service (Volunteered)

Near the beginning of the interview, non-customers were asked to describe why they do not have telephone service.
.-'

Responses were read and coded into categories to permit quantification of the response. Responses are shown opposite.

Highlights

Table 6.1

Economic factors are cited by three in five (60~) of the non-eustomers as the reason they do not have telephone service. This
leaves about one-third who cite other reasons: mobility (I6~), no need or desire for phone (12~), absence of information (S~)

and miscellaneous others.

The 60" who cite economic factors divides into two ,roups: 39" talk about not being able to afford it for various reasons, e.g.
cannot afford it, not enou,h money, costs too much, no job. Another 27" .y they owe the phone company anoney.

By compaDY: Volunteered rasons for not having pboDe service are about the same for each comp8IlY's non-eustomers.

By etbnld.,.,...: Black non-eustomen are much more likely than others to cite an outstanding baIaace as the reason for not
haviDI telepbone lel'Vice: 42~ VI. 22" - 26~ amODJ the odIer poups. AIfonIIbility ranks hiP .... all poups as a stated
reason for not -viDa telephone service. Mobility is mentioned by rouahIY one in five except 11IIOIII Blacks ('S). lack of need
is more often IBeIIlloaed by Whites (22S) and NLD Hispanics (17.) thaD 1IIIcb (5.) or I.D HiIpInics (6"). While absence
of knowledF is not often mentioned, it is most often mentioned by I.D Hi..... (13S).

112561\nptWoor\c6nv
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k.eason(s) Do NOl Have Phone Service (Volunteered)

Non-customers
HImanIc

JgtIl mE fI Dlt IJl NUl IIIGIl WbIII
0/0 % o/~ . ~- 0/0 % % % %

Reason(s) volunuered-
Economic (net) 2Q ~ gQ jl jl ~ 1!l ~

Affordability (net) 3.2 ~ ~ ~ ~ J2 ~ J2
Can't afford it, not enough money 28 30 28 28 27 31 31 23

Costs too much 6 9 5 6 6 5 8 4

No job, not working 8 6 8 10 11 8 5 5
Deposit: too high, can't afford 3 * 4 4 6 - 4 2

Owe phone company money 27 32 27 23 22 26 42 24

Other reasons (net) II 22 II JB J6 J2 .1! ~

Mobility (net) 16 II 11 2Q 21. 12 ~ 11
About to move 7 2 8 11 10 13 * 4

Just moved in 10 11 10 11 12 10 5 13

Don't want/need phone 12 9 12 10 6 17 5 22

Education (net) ~ J 2 ~ II 1 ~ --
Don't know how to apply 2 1 2 3 4 *
Don't have SSt, 10, papers 4 2 4 6 9 * 4

No particular reason given 5 4 5 5 7 2 7 3
Base (571) (288) (283) (347) (205) (142) (115) (94)

.......o.w. ....:Q.t(NC} _ _ _ Field Research Corporation
6.1
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Importance of 17 Specific Reasons Don't Have Phone Service Table 6.2

Later in the interview, non-customers were read a list of possible reasons for not having phone service and asked, "Is this a
reason or not?", and if yes, "Is this a big or only small pan ofthe reason?". ...

Responses are shown opposite.

HighUghts

Cost factors rank highest as reasons for not having a phone: can't afford deposit and can't afford installation are reasons for
41 % - 44% of the non-customers; monthly service cost, low income ... COlt of phone are reasons for about one-third or more
of the non-customers. Note, however, that roughly one-half to two-tllirds of all non-eustomers say that each of these are NOT
reasons for not having a phone.

Next in rank order are three items having to do with concerns about controlling the use of the phone -- each of these is cited as a
reason for not having a phone by about one-fourth to one-fifth of the non-eustomers: others would use phone (2S"), we'd make
too many calls (22"), others would not pay their fair sham (20-). About ....foin1hs say these are NOT reasons.

About one-third say they get along fine without it (32 %). Not making enouch calls and not having enouah people who call (me)
are reasons for about one in four (23%) and one in five (20"), ..lpeCtively. (See Table 6.3, following.)
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I~,~porluflce of1/ Jpecijic Reas~tls Don't Have rnone Serv"ce (
• Among Non-Customers (GTE & PH Combined)

(.. Big reason ~ Small reason (a) II Not a reasonI
o - 100

Can't afford deposit

Can't afford installation

Monthly service costs too much

Income too low to qualify

Get along fine w/0 it

Can't afford to buy phone

Others would use phone

We'd make too many calls

Others not pay share

8a58:571

..llncl"'lI lew ... II'.......1M donlII,.. !IlligOf..... Soun:t: 0.20. 21\NC) Field Research Corporation !!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!~~~

6.2
ll2S'7flmfDOOaID.TAIlES ncs..



{ ( (
Importance ofIi Specific Reasons Don't Have l'hone Service

• Among Non-Customers (GTE & PB Combined)

1_ Big reason ~ Small reason (a) Iii) Not a reasonI
o 100

Don't make enough calls

Not enough people call me

Don't want to be bothered with it

Few people I know have phones

Not comfortable calling company

Too convenient to order by phone

Worry name/address reported to gov't

Can't see/hear well enough

Base: 571

1.11lll:ludn .... Ilho ..'.II.~IMdaft'l.., .. lIb1gOf.... SoIIw;Q.20.21(HCJ F/eld Research Corporation !!!!!!!!~~!!!!!!!!!!!!!!!!~~~

6.3
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Importance of 17 Specific Reasons Don't Have Phone Service

Continued from previous page.

Highlights

Took 6.3

Certain things are given as reasons for not having phone service by fewer than one in five non-eustomers: don't want to be
bothered with it (17~), few people I know have phones (16~), not comfortable calling the phone company (15~), too
convenient to order things by phone (II ~), worry that my nameladdress will be reported to govemment agencies (9%), can't see
or hear weD enough (4").

Large majorities indicate these are NOT reasons for their not having phone service.

111S61\nptWoor\c6rev
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Cluster Analysis of Reasons Don't Have Phone Service

It is clear from the responses to this question series that some reasons are more important to some customers than others and that
there is considerable overlap in the reasons, Le. some customers cite more than one reason.- - --_._- - .

A correlation matrix was run to show the correlations between reasons. A "quick cluster" analysis was made from the
correlation matrix. Specifically, the quick cluster approach fJ.rst identiflCS, for each item, the other item with which it is MOST
highly correlated. It then finds the two most highly correlated items in the matrix; these~ joined to fom the first "core pair".
Bach of the items in the pair is then examined to see whether there is another item with which it is most highly COImIated. If so,
that is added to the core pair; if not, the cluster ends with that item.

The process then identifies the next most highly correlated pair among the remaining items. This is the second "core pair".
Searches are made to identify which of the remaining most highly correlated items belong to this pair.

The process continues until all of the most highly correlated items are accounted for.

ReI.'"

The original quick cluster identified seven "core pairs". Examination of the clusters indicated that further clustering could be
done by 1Oin& to the second most highly correlated items and repeatina the above process. When this was completed, four "core
clusters" were identified. 11tese are shown on the following two pilei.

112S67\npI\door\c6rwv 84



Quick Cluster Analysis: Reasons Don't Have Phone Service

#1 Cost Factor #2 ... Call Control Factor

TOO ~E
CONVENIENT
TO BUY
THIII6S

.v .-Wel,,, ~

WORRY OTHERS
OTHERS WOULD
NOT PAY USE

A-CAN'T
AFFORD
PHOIIE

CAN'T CAN'T
AFFORD AFFORD
INSTALLATION~ .6348 ~ DEPOSIT

./ --, Kr-----1. L
/

~/
",tfFI
I

I
I

I -:,>7.7.1..
B--COSTS
TOO NlCH

~!!!!!!!!!!!!!!!!!!!!~!!!!!!!!!!~!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!~!!!!!!!!!!!!!!!!!!!~!!!!!!!!!!~!!!!!!!!!!!!!!!'!!!!!!!!!! Field Research Corporation~~~~~~
6.4A
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Four Clusters of Reasons for Not Having Phone Service

The table opposite and on the next page show the four clusters that emerged from the two-stage quick cluster analysis.

The four clusters are:

I. Cost (can't afford it)

Table 6.4

This includes three most highly correlated items: can't afford installation, can't afford deposit and can't afford
phone plus income too low and costs too much.

2. Can control (can't control calls/use)

This cluster includes four most highly correlated items: worry that others would not pay their fair share, worry
that others would use the phone, we'd make too many calls and would be too convenient to buy things we don't
need by phone.

3. No need for phone

This cluster includes two most highly correlated core items: don't want to bother with having it and &d along fine
without it plus two other items that are more highly correlated with these than with others: don't make enough
calls and not enough people call me.

4. Fear/Isolation

This cluster includes two relatively highly correlated items (more correlated with each other than with the other
core pairs): can't see or hear well enough to use phone and few people I know have phones. It also includes two
other items that are more highly correlated with this pair than with other pairs: worry that nameladdress would be
reported to governmental agencies and don't feel comfortable calling the phone company. It is noteworthy that the
conccm about being reported to governmental agencies is most highly correlated with what appears to be an
"isolation" factor that emerges from the analysis.

112567\npI\door\c6nv 8S



Quick Cluster Analysis: Reasons Don't Have Phone Service

#3 No Need Factor

NOT ENOUGH
PEOPLE CALL P1E

~ .""10 ~

DOI'T MANT GET ALONG
BOTHER FINE M'O

#4.,. Fear/Isolation Factor

) .23"2 (H
"WORRY NAME/ADDRESS
REPORTED TO
GOVERNMENT

~.3095 ~
P , FEll PEOPLECAII'T I KJI)M

lEAR MELL HAVE PHOIESE8BI

!!!!!!!!!!!!!!!!!!!!~!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!FIeld RetItMrch Corporation !!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!~
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Cost Factor as Reason for Not Having Service Table 6.5

The table opposite shows the five items that go into the cost factor and the percentages saying each is a reason for not having
phone service as well as the percentages saying each is a big part of the reason.

Also shown is a NET unduplicated count of the percentages saying any of these are reasons and the percentages saying any of
these are big parts of the reason they do not have phone service.

Highlight.

About two-thirds of the non-eustomers (69 %) cite at least one of these cost related items as a reason for not having phone
service, and more than half (S6 %) cite at least one as a big part of the reason.

Inability to afford the deposit and inability to afford the installation charge rank higher as reasons for not having phone service
than the monthly service cost. Not being able to afford a phone ranks lowest of the cost related items.

By coaa..ny: The importance of cost as a reason for not having phone service is the same for both companies.

By edlllldty/nee: There are some differences by ethnicity and mee, but, among all groups, these cost facton account for more
than half of the J'eU)DS for not having phone service.
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Cost Factor as Reason for Not Having Service

Non-customers
HJpntc

ImII GTE fI 1m LD .HLD IIIGk WbItI
% % % 0/0 % % 0/0 0/0

% Is a reason-

Can't afford deposit 45 44 45 40 43 37 53 49
Can't afford installation 41 40 41 ·39 41 36 47 41
Monthly service costs too much 36 43 36 35 37 33 44 34

Income too low to qualify 37 44 36 38 43 29 41 31

Can't afford to buy phone 30 27 31 33 39 24 30 25

Net (any) 69 72 69 69 73 64 70 68

% "BIG" reason -

Can't afford deposit 34 35 34 31 31 31 37 41

Can't afford installation 31 31 31 32 33 30 26 34

Monthly service costs too much 26 32 25 26 28 22 28 25

Income too low to qualify 27 32 26 28 33 21 24 26

Can't afford to buy phone 19 18 19 22 27 13 18 14

Net (any) 56 58 56 57 59 55 56 56

Base (571) (288) (283) (347) (205) (142) (115) (94)

SouIce: Q.2O. 21 (NCJ
Field Research Corporation

6.5
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Call Control Factor as Reason/or Not Having Service

Non-customers -ImJl m:E -.eB- -- :rm J.D tI.D Ita WJ1IlI
% % % 0/0 % % 0/0 %

% Is a reason -

We'd make too many calls 22 30 22 30 31 28 11 15

Others would use phone 26 30 25 26 27 25 20 29

Others would not pay share 20 23 20 24 27 19 18 16

Too convenient to order by phone 11 14 11 14 19 6 8 7

Net (any) 44 50 43 51 54 45 31 39

% tlBIG" reason -

We'd make too many calls 15 21 14 21 24 17 9 6

Others would use phone 18 17 18 21 22 19 14 16

Others would not pay share 14 15 14 18 19 16 11 9

Too convenient to order by phone 6 6 6 7 10 2 5 5

Net (any) 35 36 35 43 49 34 25 26

Base (571) (288) (283) (347) (205) (142) (115) (94)

!Ioulw: Q.2O, 21 tNCI
Field Research Corporation

6.6
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Call Control Factor as Reason for Not Having Service Table 6.6

The table opposite shows the four items that go into the call control factor and the percentages saying each is a reason for not
having phone service as well as the percentages saying each is a big part of the reaJ>n.

Also shown is a NBT unduplicated count of the percentages saying any of these are reasons and the percentages saying any of
these are big parts of the reason they do not have phone service.

Righli"""

Slightly fewer than half of the non-eustomers (44~) cite one or more of the call control concerns u a reuon for not having
phone service, and about one-third (35 ~) say this is a big part of the reason they do not have phone service.

'There is about equal concern about each of three main aspects of call control: simply making too many calls, worry that others
would use the phone and worry that others would not pay their fair share.

By company: There are no large differences by comPanY in tenns of the importance of these call control issues in detennining
not havq phone service.

By ethnidty/race: While call control is the second major reason for not having phone service (after the cost items) among all
groups, it plays a~ important role among Hispanics and, especially LD 1IiIpanics, than amoDI 8IIcb or Whites. For
example, almost half of the LD Hispanics (49~) cite call control u a bia put of the JeUOIllhey don't have phone service
compand to 34" of NLD Hispanics, 25" of Blacks and 26" of Whites.
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No Need Factor as Reason/or Not Having Service

Non-customers
tfttpanlc

ImIl YIE fI .... :rm laD .tU IIBk WbIIt
% % % % % % % %

% Is a reason-

Get along fine w/0 phone 33 20 34 31 21 48 30 38

Don't make enough calls 23 18 23 18 13 25 23 33

Not enough people call me 20 16 20 18 14 23 13 31

Don't want to be bothered with it 17 10 18 12 5 23 15 31

Net (any) 43 36 44 41 32 56 37 51

'-0 "BIG" reason -

Get along fine w/0 phone 16 9 17 14 12 19 12 25

Don't make enough calls 13 7 13 8 7 11 15 20

Not enough people call me 10 7 10 8 4 14 8 17

Don't want to be bothered with it 10 6 10 7 2 15 5 20

Net (any) 27 19 28 24 19 32 22 40

Base (571) (281) (283) (347) (205) (142) (115) (94)
5ouIl:e: cue. IIINCJ Reid R....rch Corporation
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No Need Factor as Reason for Not Having Service Table 6.7

The table opposite shows the four items that go into the no need factor and the percentages saying each is a reason for not having
phone service as well as the percentages saying each is a big part of the reason. ~.

Also shown is a NBT unduplicated count of the percentages saying any of these are reasons and the percentages saying any of
these are big parts of the reason they do not have phone service.

Hi,IaU,lats

Roughly two in five non-eustomers (43 %) cite one or more of the no need items u a reason for not having phone service, and
about one in four (27") cites lack of need as a big part of the reason.

The no need factor is governed primarily by the point of view that one gets along fine without phone service -- more so than the
point of view that one does not make that many calls.

By company: The no need factor accounts for substantially more of the reasons for not havilll phone service among Pacific
Ben's non-eustomen than among OTB's non-eustomen -- percent saying this is a big part of the reason: 28" for PacifIC Bell
vs. 19" for GTB.

By ethDldty/nce: The no need factor accounts for a far higher percentage of the reasons why White non-euatomen don't have
phones (40" say it is a big part of the reason) than for BIacb (22" biI put) or LD Hispanics (19" big part). It is also a more
important fIctor for NLD Hi....ics (32" big part) than for LD HiIpa•• (19" big part).
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Isolation/Fear Factor as Reason/or Not Having Service

Non-customers
tlJlpanlc

ImII GtE fI 1m J.D .tI.D IIIGk WhItt
% % % 0/0 % % % %

% Is a reason-

Not comfortable calling phone co. 15 19 14 19 23 11 15 7

Worry name/address
reported to gov't 10 13 9 10 15 4 9 8

Net (2 above) 21 28 20 25 32 14 18 15

Few people I know have phones 16 8 17 16 15 18 16 16

Can't see/hear well enough 4 4 4 5 4 5 4 3

% "BIG" reason -

Not comfortable calling phone co. 9 11 8 13 19 4 4 2

Worry name/address
reported to gov't 5 9 5 7 10 1 4 2

Net (2 above) 11 17 11 16 23 5 7 4

Few people I know have phones 4 5 4 5 5 6 3 3

Can't see/hear well enough 1 2 1 2 3 2

Base (571) (288) (283) (347) (205) (142) (115) (94)

Soun:e: Q.2O, 21 (NCJ Field Research Corporation
6.8
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